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This report presents the results of our review of the Internal Revenue Service transition
plan for processing power of attorney (POA) forms at three service centers and the
contact information available to the public for submitting the forms. The overall
objectives of this review were to determine the accuracy of information provided to the
public for submitting POA forms and to determine if the Internal Revenue Service (IRS)
had a plan to transition the processing of POA forms from 10 to 3 service centers. Itis
important that telephone numbers, facsimile (fax) numbers, and mailing addresses for
POA forms be accurate to help ensure that tax professionals are provided with timely
access to taxpayers’ accounts. Delays in providing tax professionals the authority to
represent a taxpayer can result in delays in responding to notices, as well as, additional
tax, interest, and penalty assessments.

In summary, the IRS began centralizing the processing of POA forms from 10 to 3
service centers in mid-December 2001. IRS management developed plans to prevent
an interruption of service during this transition period and took the following actions:

* IRS management issued guidance to advise taxpayers of the changes for submitting
and processing POA forms.

» Service centers began redirecting POA forms received through the mail or by fax to
the Memphis or Ogden Service Center.



However, prior to the centralization (during August and September 2001), we
determined that telephone and fax numbers for taxpayers to call or to submit POA forms
were not always correct or operable.

» Six of 17 telephone numbers in service centers did not work properly.

» Five of 21 fax numbers in service centers did not work properly. We could not
determine if an additional 8 of 21 fax numbers were operable because we did not
receive acknowledgements.

In addition, 13 of 22 documents mailed to service centers were not acknowledged as
received by the offices that process POA forms, so we could not determine if the
documents were received in those offices.

On October 12, 2001, we issued a memorandum to IRS management presenting the
results of our tests regarding the accuracy of telephone numbers, fax numbers, and
mailing addresses. We included recommendations to provide the IRS with the
opportunity to take immediate action to correct information in publications, internal
guidelines, and the IRS’ public internet site and to ensure that telephone and fax
numbers were operating correctly in the 10 service centers prior to centralizing the
processing of POA forms.

Management’s Response: Small Business/Self-Employed (SB/SE) Division
management attempted to repair every telephone or fax line but several could not be
repaired. Recorded messages or employees who answer telephones now in use in
other departments will direct the caller to the correct number. IRS management revised
all incorrect addresses, telephone numbers and fax numbers in the Form 2848
instructions, the Internal Revenue Manual, and on the IRS Intranet Website. They also
plan to make the revised Publication 947 available to the public by April 2002.

Management’s complete response to the draft report is included as Appendix VI.

Copies of this report are also being sent to the IRS managers who are affected by the
report recommendations. Please contact me at (202) 622-6510 if you have questions or
Daniel R. Devlin, Assistant Inspector General for Audit (Headquarters Operations and
Exempt Organizations Programs), at (202) 622-8500.
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Background

The Internal Revenue Code Section (8) 6103(c) (2001)
prohibits the release of taxpayer information to third parties
without authorization by the taxpayer. Tax professionals
can submit a Power of Attorney (POA) and Declaration of
Representative (Form 2848) to an Internal Revenue Service
(IRS) Centralized Authorization File (CAF) unit at an IRS
service center” to notify the IRS of authorization to
represent a specific taxpayer. After the completed

Form 2848 with the required signatures is processed, the
representative can directly contact the IRS to discuss that
taxpayer’s account.

Previously, tax professionals could mail or facsimile (fax)
Forms 2848 to any of the 10 IRS service centers for
processing. In mid-December 2001, the IRS began
centralizing the processing of POA forms for domestic
taxpayers at the Ogden and Memphis Service Centers. POA
forms for international taxpayers will continue to be
processed at the Philadelphia Service Center.

IRS management information reports show that during
Calendar Year 2000, the IRS processed approximately

2.3 million POA forms. This includes 1.6 million forms
received via paper and 0.7 million via fax. Because such a
large number of taxpayers use professional representation, it
is important that telephone numbers, fax numbers, and
mailing addresses for POA forms be accurate to help ensure
that tax professionals are provided timely access to
taxpayers’ accounts.

We performed our work from July through December 2001
in the Small Business/Self-Employed (SB/SE) and the
Wage and Investment (W&I) Divisions, and in the 10 IRS
service centers? in accordance with Government Auditing
Standards. Detailed information on our audit objectives,
scope, and methodology is presented in Appendix . Major
contributors to the report are listed in Appendix I1.

1 An IRS service center is also known as an IRS campus.

% The IRS service centers are located in Andover, Massachusetts;
Atlanta, Georgia; Austin, Texas; Cincinnati, Ohio; Fresno, California;
Holtsville, New York; Kansas City, Missouri; Memphis, Tennessee;
Ogden, Utah; and Philadelphia, Pennsylvania.
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Plans Were Developed to Prevent
an Interruption of Service When
Centralizing the Processing of
Power of Attorney Forms

The IRS developed plans to prevent an interruption of
service when centralizing the processing of POA forms
from 10 to 3 service centers.

Management developed and implemented transition
plans to provide for continued operation

The Andover, Atlanta, Austin, Brookhaven (located in
Holtsville, New York), Cincinnati, Fresno, Kansas City, and
Philadelphia Service Centers stopped processing POA forms
for domestic taxpayers in December 2001. The POA forms
were redirected to the Ogden or Memphis Service Center.

» POA forms received in the mail and placed in inventory
prior to December 15, 2001, were processed in the
service center where received.

Beginning December 15, 2001, the Receipt and Control
functions in the eight service centers started identifying
the Forms 2848 when received in the mail and
forwarding them to either the Ogden or Memphis
Service Center for processing.

» POA forms received via fax and placed in inventory
prior to December 22, 2001, were processed in the
service center where received.

Beginning December 22, 2001, fax numbers in the eight
service centers were disabled. POA forms faxed to one
of the eight-disabled fax numbers were automatically
redirected to a fax number in either the Ogden or
Memphis Service Center. This redirection was invisible
to taxpayers and tax professionals.

Beginning January 3, 2002, a message was placed on the
eight-disabled fax numbers advising taxpayers and tax
professionals of the new fax numbers in the Ogden and
Memphis Service Centers. This message will be in
service until February 15, 2002.

Management took action to advise taxpayers and tax
professionals of the changes

The IRS Communications Division developed a
communications campaign, News For You 2002, to notify
the public about the many improvements in tax
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Telephone and Fax Numbers for
Submitting Power of Attorney
Forms Were Not Always
Correct or Operable

administration and tax policy. It includes a “fact sheet” that
outlines the change for processing POA forms. The fact
sheet advises taxpayers and tax professionals to send POA
forms to either the Memphis or Ogden Service Center and
for international taxpayers, to the Philadelphia Service
Center. The correct telephone numbers, fax numbers, and
mailing addresses were provided.

The IRS’ centralization plans also included revising the
sources of information already available to taxpayers and
tax professionals.

» Form 2848 instructions were revised in January 2002.
Practice Before The IRS and Power of Attorney
(Publication 947) will be revised by April 2002. Both
show that POA forms should be mailed or faxed to the
Memphis or Ogden Service Center, whichever is closest
to the taxpayer. The publications also provide the IRS’
toll-free telephone number if taxpayers or tax
professionals have additional questions.

* Internal Revenue Manual (IRM) 21.3.7 was revised in
October 2001. It includes the current telephone and fax
numbers and mailing addresses for the 10 service
centers, and it includes a note that beginning in
January 2002, processing of POA forms would be
performed at the Memphis and Ogden Service Centers.

» The “Tax Professional’s Corner” on the IRS’ Internet
website was revised in mid-December 2001. It provides
the fax numbers and mailing addresses for the Memphis
and Ogden Service Centers and alerts taxpayers and tax
professionals of the upcoming centralization of work.

» The Service-wide Electronic Research Program on the
IRS’ intranet website was revised in mid-December
2001. This is an internal resource for IRS employees to
use. It provides the fax numbers and mailing addresses
for the Memphis and Ogden Service Centers.

When we contacted the CAF units during August and
September 2001, the IRS was still processing POA forms at
all 10 service centers. Using the instructions that were
available to the public in August 2001, we tested the
accuracy of the IRS’ instructions for submitting POA forms.
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We determined that we could not always contact the service
center CAF units using the telephone numbers, fax numbers,
and mailing addresses provided by the IRS to taxpayers and
tax professionals. The incorrect contact information was
only a problem until January 2002, when the centralization
was implemented and new instructions and publications
were issued to the public with the correct information.
However, anyone attempting to submit POA forms before
January 2002 could have faced increased taxpayer burden if
they used the incorrect or inoperable numbers.

As of mid-August 2001, the IRS included instructions for
taxpayers to follow when submitting Forms 2848 in these
sources:

* Publication 947 — Revised January 1999
* Form 2848 instructions — Revised January 2000

* Processing Third Party Authorizations
(IRM 21.3.7 — Revised October 2000)

e Internet Tax Professional’s Corner
(the IRS’ Digital Daily)

» Servicewide Electronic Research Program (SERP)
(the IRS’ Intranet website)

* The IRS’ Toll-Free Telephone Number

Telephones were not always operable for the CAF units

We called the CAF units in the 10 service centers using the
17 telephone numbers identified from the sources listed
above. Eleven of the 17 telephone numbers for the CAF
units worked properly when tested. However, six telephone
numbers did not work properly:

» Two rang in other units within the service centers which
provided us with the correct telephone number for the
CAF units.

» Two had recordings that the extension was not valid or
the extension did not answer.

» Two had immediate busy signals, indicating that they
were possibly out of service.
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Fax numbers were not always operable for the CAF
units

We attempted to fax test documents to the 21-fax numbers
identified from the sources listed above. Eight of 21 test
documents were acknowledged as received by the CAF
units.

Five test documents could not be faxed:

» One fax number was answered by an employee’s voice
message.

» Three fax numbers repeatedly had an immediate busy
signal, indicating the fax line may have been out of
service.

e One fax number was not answered after numerous
attempts to fax the document.

We could not determine if the remaining eight documents
were received in the CAF units because we did not receive
acknowledgements.

Test documents mailed to the 10 service centers were not
always acknowledged

We mailed test documents to the 22 addresses as identified
from the sources listed above. Nine of the 22 test
documents were acknowledged as received by the CAF
units. Thirteen documents were not acknowledged as
received by offices that process POA forms:

e Two documents were acknowledged as received in
service centers, but not by the CAF units. Although we
did receive an acknowledgement, we could not
determine if these employees would have forwarded a
POA form to the CAF unit. The test documents were
sent to the general service center mailing addresses that
did not include CAF unit identifier numbers (because
none were provided in the instructions we were using).
However, employees in the Receipt and Control
function may not have known to send the test documents
to the CAF units because we did not send a Form 2848
with our test documents.

Page 5



Taxpayer Burden Can Be Reduced By Ensuring That Taxpayers Have Accurate
Information for Submitting Power of Attorney Forms

* No acknowledgement was received for the remaining
11 test documents, so we could not determine if the
documents were received in the CAF units.

IRS management advised us that the incorrect numbers
occurred because changes were periodically made to
telephone and fax numbers in the CAF units at various
service centers but the corrections were not always made in
the applicable documents. For example, Publication 947
and Form 2848 are considered continuous use documents
and are only updated on an as needed basis. In addition,
IRS management informed us that telephone or fax number
changes may not have been significant enough to warrant
updating these documents. The IRMs are normally updated
annually, so the changes to the CAF unit telephone and fax
numbers in IRM 21.3.7 would be updated accordingly.
Also, management explained that the telephone and fax
numbers on the Internet and Intranet web sites are more
current because they can be updated when changes occur.
For our tests, 9 of the 11 inoperable telephone and fax
numbers were identified from Publication 947 and the
remaining 2 were from IRM 21.3.7.

Due to these inaccuracies, additional burden may have been
created for taxpayers and tax professionals if they had to
conduct further research and resend Forms 2848. During
these delays, tax professionals cannot discuss issues with
the IRS on behalf of taxpayers, which may delay the
resolution of a taxpayer’s issues. Delays can result in
additional tax, penalties, and interest assessments, as well as
increased taxpayer frustration. It can also result in
additional expense to the taxpayer for the tax professional’s
repeated attempts to submit the POA form.

On October 12, 2001, we issued a memorandum (see
Appendix IV) to IRS management presenting the results of
our tests regarding the accuracy of telephone numbers, fax
numbers, and mailing addresses. We included
recommendations to provide the IRS with the opportunity to
take immediate action to correct information in publications,
internal guidelines, and the IRS’ public internet site and to
ensure the CAF unit telephone and fax numbers were
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operating correctly in the 10 service centers prior to
centralizing the processing of POA forms.

IRS management agreed to correct information in
publications, internal guidelines, and the IRS public Internet
website. In addition, management advised that after the
transition of processing POA forms at the Memphis and
Ogden Service Centers, IRS instructions will provide a
specific Post Office Box or Stop Number for mailing

POA forms (rather than just providing the general service
center mailing address). However, IRS management did not
ensure that the inoperable telephone and fax numbers were
corrected prior to the centralization. Management’s
complete response to the memorandum is included as
Appendix V.

Recommendations

1. SB/SE management should ensure that telephone
numbers and fax numbers documented in current
publications are operable. If this is not feasible, a
recorded message should be used to direct the caller to
the correct telephone or fax number, or the number
should be programmed to roll over to the correct
telephone or fax number.

Management’s Response: SB/SE management
attempted to repair all telephone and fax lines. Several
lines could not be repaired by the telephone carrier.
Recorded messages and in some instances employees
who answer the telephones now in use in other
departments will direct callers to the correct number.

2. SBJ/SE and W&I management should correct all
incorrect telephone numbers, fax numbers, and mailing
addresses in the publications and forms that are
scheduled for revision in November 2001. Updates
should be sent as soon as possible to correct the
information in the IRM and on the IRS Intranet. IRS
management should also include information in the
revised documents explaining that beginning in
January 2002, POAs will only be processed at the
Memphis and Ogden Service Centers. Any changes that
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may occur to the contact information for those two
service centers should be included in revised printed
material. In addition, a statement should be added to the
publications directing taxpayers and representatives to
1-800-829-1040 for assistance if they have a problem
contacting a CAF unit.

Management’s Response: IRS management revised
incorrect mailing addresses, telephone numbers and fax
numbers in the Form 2848 instructions, the Internal
Revenue Manual, and the IRS Intranet Website. They
also plan to make the revised Publication 947 available
to the public by April 2002.
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Appendix |

Detailed Objectives, Scope, and Methodology

The overall objectives of this review were to determine the accuracy of information provided to
the public for submitting power of attorney (POA) forms and to determine if the Internal
Revenue Service (IRS) had a plan to transition the processing of POA forms from 10 to 3 service
centers. We performed the following work:

Identified five IRS sources that contained the telephone and fax numbers and the mailing
addresses for the Centralized Authorization File (CAF) units.

A.

Interviewed IRS’ Small Business/Self-Employed (SB/SE) and Wage and
Investment (W&I) employees and identified two sources that contained contact
information for the CAF units.

Researched Internal Revenue Manual (IRM) and IRS internet/intranet websites
and identified three sources that contained telephone numbers, facsimile (fax)
numbers, and mailing addresses for the CAF units.

Contacted the CAF units using the information found in sub-objective I.

A

Telephoned the CAF units at the 10 service centers and determined whether each
of the 5 IRS sources contained accurate telephone numbers, fax numbers, and
mailing address information.

Faxed and mailed test documents to the CAF units using the contact information
available in each of the IRS’ sources and determined whether they were received.
The test documents requested that the recipient contact us to acknowledge receipt.

Identified IRS management’s plans for centralizing the processing of POA forms from
the 10 service centers to the Memphis or Ogden Service Center.

A.

Determined if the SB/SE and the W&I Division management included
information about the planned centralization for processing POA forms at the
Memphis and Ogden Service Centers in the revised Power of Attorney and
Declaration of Representative (Form 2848) instructions and Processing Third
Party Authorizations (IRM 21.3.7).

Identified the IRS’ schedule for changing the telephone and address information
to reflect its new processing procedures.

Reviewed the SB/SE management plan to handle the increased workload at the
Memphis and Ogden Service Centers.
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1. Identified the established receipt cutoff dates for the eight service centers
that would no longer process POA forms for domestic taxpayers.

2. Identified the procedures that would be followed by the eight service
centers if they received forms after the established cutoff dates in 111.C.1.
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Appendix Il

Major Contributors to This Report

Daniel R. Devlin, Assistant Inspector General for Audit (Headquarters Operations and Exempt
Organizations Programs)

Nancy A. Nakamura, Director

Gerald T. Hawkins, Audit Manager

Jeffery A. Smith, Senior Auditor

Yolanda D. Brown, Auditor

Gwendolyn M. Green, Auditor
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Appendix Il

Report Distribution List

Commissioner N:C
Commissioner, Wage and Investment Division W
Director, Customer Account Services, Small Business/Self-Employed Division S:CAS
Director, Customer Assistance, Relationships and Education, Wage And Investment
Division W:CAR
Chief Counsel CC
National Taxpayer Advocate TA
Director, Legislative Affairs CL:LA
Director, Office of Program Evaluation and Risk Analysis N:ADC:R:0O
Office of Management Controls N:CFO:F:M
Liaisons:
Commissioner, Small Business/Self-Employed Division S
Commissioner, Wage and Investment Division W
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Appendix IV

Memorandum #1: Internal Revenue Service Source Documents Contain
Inaccurate Telephone and Facsimile Numbers and Mailing Addresses for
Submitting Power of Attorney Forms

AR

DEP&HTRENT OF THE TREASURY
AN TG, DT I
o
B G 10s Gl R EAL
iar TAK

SN Cichobar 12, A

Rasponss Data
Octobier 28, 20017

MEMORANDUR FOR COMMISSIONER, ShAALL BLUSINESSSELF-EMPLOYED
B0
IEmllﬂllllh.l.l'-iIE.E-II'_'M'-IEFI:. WAGE AMND INVESTMENT DIVISION

ﬂ-1i.l] i’ A- Cgfenit
Dranid R, Denlin

KRG Agsagian] Inspector Ganeral for Awdil (Haadguarkess
Operaticns and Exermpd Organizatone Pragrams)

SURJECT TIGTA Memerantum - iIntermal Revenues Senace Sourcs
Documants Comain Inacourats Telaphonz and Facsimila
Mumbars and Mailing Addresses for Submiting Power of
Siboarvay Foanms (200110037}

Thes Fearmerandem provides tha results of our review of information availabila to
ihe genaral public for submitting & Poswer of Atbormey (DA and Doeclaraton o
Representative (Form 204085 The accwracy of this information helps ensure thal
{axpayers can lirmaly noiily the intemal Revsanue Sarvica RS whan tae
professionals are authonizod bo represant tham. Delays n providing tax
prefassionals the auihoity io represent a mepayal can el in doelays n
reaponding o notices, a8 well s o addibonal tax, intaras! and panaity
ARAERAMEnts. We ane prowiding our resullts and recomrmsndationg in an inbarim
meemaerandiem o bring thes issee 0 your aieniion as soon o possile B0yl Gan
iniiabe the corractions 1o the RS publications thal contain ielephona and
facsimie {fax] numbars and mailing addresses for tacpayens and reprasematives
o subimit PO Tarms.

Wee would appreciate receiving lhe IRS wrtlen respansa 0 tha findings ard
recormmandalions within 15 calandar days from the date of this rremorandunm
Pleags comact ma al (P2} 622-BE00 i you have questions or Mancy &
Makamura, Director (Taxpayer Bil of Rights), az (404} 338- 7416

Objective and Scope

O sbg@ctive al his audil was 1o datanming tha accuracy of telephones umbers
fox mumbers, and mading addaosses providad by the IRE o laxpayars Tor
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slprmifling & POA form. Wae danlified this information from the following IRS
publcations and aher sources:

= Praclice Batorg tha IRS and Power of Sllsariay
(Publication 947 — Revisad fanuary 1999)
= Powsr of Aflormey and Declaralion of Reprasantatiee
{Form 2848 Instructons — Revised January 2000}
=  Frocessing Third Pary Autharizalions
{Irtarmal Revanus Maneal 21.3.7 — Revised Oclober 20007
¢ Inlarnel Tax Professional’s Comer
{IRS Dagital Dimity)

=  Sandcawide Eleciionic Resaanch Program
{SERP) (IRS Intranet)

Fublication 847 and Form 2848 instruchons ara curmanlly scheduled for revision
and will be sant to the Publishing Dhvision in November 2001, Revisons 1o
Intemnal Revanua Manual 21.3_7 are scheduled for distribution in Oclober 20071

W lesied the accuracy of tha lelaphone murmbsers, fax numbers, and mailing
addreeses by pedorming the following work at 8l len serdcs canbers.

#  During the week of August 20, 2004, telephoned the 17 telephona numbers
identilied fram the sources abowe o varily the accuracy of the elaphone
numsprg.

= On August 30, 2001, faxed best memorands (o the 21 fax numbers idaniified
from sourcas lisbed above o determing if tha el documents would ba
recaivad by the appropriate Centralized SAuthorzetion File (CAF ) wns.

= On Seplamber 4, 3001, mailed fest mamorands i the 23 mailing addrasses
identified from sources lisled above, o determing il the tesl dioouments sk
be received by the approgriate CAF unit.

Wa requested that the reciplents acknowladge receipt of the test mamorandums
faxad or maied 1o them by contacling o Treasery Inspecior Ganaral Tor Tax
Administration @ sl

Results

We detarmined that we could not always conlact the CAF units using the
badaphone umbers, fax numbers, and mailing sddresses identified in tha
pubdcations and other scurcas listed above, As a resull, lax professionals may
hawe to condwct addibonal reeaach or make addiional comiacts wilh she IS o
dilerming the comect contact mbormation for submiting & POA. The resuits of
oier lasks mciice the foliowing.
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File Units

Elevan of the 17 lelaphons numbens for CAF units worked propery when tostod.
O the six Telephone numbars thal did ol work propafly:  bas nembace rang in
adhar units within the sendce cantars whech provided us the comact telaphone
muirmizar for e CAF unil; bad had racordings thal "ihs extension was nol valid® or
i extansion doas ol answar;” and tad had an immediale busy signal
indicating thesi they ware possibly cut of sarvice,

Fax Mumbars Did Mot Always Work Proparly for the Cenfralized
Authorizaticn File Units

Eight of 21 test memoranda were acknowledged as recaivad whan faxed, For 8
of tha remianing 13 memomanda, we received a fax received fone when the
dacumants werne ransmitbed, indicating the fax was recerend, but we ware not
oontacted by an employes acknowledging receipd of the iest dooumant. For tha
ramaining free memoranda: one fax member was answered by an employes's
woeon massaga; three fas numbers hod an immadiato busy signal indicating tha
fax line may be out of serdoe; and, one fax number was not answered after
several attemats io fax the memarandwem.

Test Memorandwms Mailed to the Ten Service Confoars Were Mot Alvways
Acknowledgad

Hine of the 22 test memoranda were acknowledgad as received by CAF
employess. We received elephone calls b acknowledge receipt of bwo other
memoranda; hossser the mermoranda wene nold recaived al he address o
wihich 1J1E:||' el mailed. Mo responss was recaived for the remaining 11
meEmoranda,

The complata rasults of our tasting of the aocurasy of Lax numbars and mailing
addressas are incledad in Appandix |

Recommeandation

1. IRE Srmall Business!Sell-Employed ang Wage and bvwestment managamani
shciild ensure that telaphone numbars and fax numbers documented In
cumant publicatipns are oparabée. i this s not feasible, a recordad message
should ba usad to direct the callar to the comect talephone or fax numitas o
the number should be programmed to noll gser o the cormect telephone or fax
nurmibsar,

2. IRS Srmall Buginess/Seli-Employed and Wage and Investment management
should corect all incorrect telephone numberns, fax numbers, and mailing
addresses in the publications and forrms that are scheduled foe revision in
Mowerm e 2001, Updates ahould e sant a8 aoon as posible b comest tha
infoeration in the Inlermal Revenue Manual and on the IRS Intranet. IRS
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4

managaman aFoekl aleo inclheds nforrmation in the revised documenls
pxplaining thal baginming in Jamemey J002, POAR will only be processed st
iha Mamghis and Ogdan Sercce Canlers. Any changes lhal may oocur bo
i contadt infonmaion for those tag service canbers should be included in
rarvined printed matarial, In addition, a staemant shouwk! be added 1o the
pruldication:s dirscling laxpayars and representatives o telaphons
1-800-0259- 1040 for assistance & they hove a problem corlaoting o CAF wmit.
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Appendix V

Management’s Response to Memorandum #1

CEPARTMENT GF THE TREASURY
[0 MEVEMUE
ATLAKTA, &8 FOBOE

'*H-—“-W_nﬁ- Mowmmbar 20, 2001

MEMORANDUM FOR TH.?‘-‘EUFE‘I" INSPECTOR GENERAL FOR
TRON

e
FROM: M.

i . WEDE @nd Inrvastmant Dieigien
SUBJMECT: GTA Mamomndum # 2001 10037ntemal Revenus Sendca

Source Documents Contaln Inaccurate Telephone mnd
Foceimela Misvbers ard M
- a sding Addressas for Submitting

Thank you for your memorandum pointing out that o wes not akeoys able o contact
Candralized Authordzation File (CAF) units using the telephone numbars, FAX nsrbers,
mnd addresses oumently oontained n hmh!mm-mdmpq
Declaration of Repressntative), Pubilication 847 (Practice Belors the IRS and Powar of

Attomay), and sevaral olhsr docments.

Tha RS is in he medel of CAF consolidaticn and databass cantralEation. As of July 1,
2001, the 10 CAF databasss were consclideisd inls 1 centrallbed database. On
Jamuary 1, 3002, the detabase will ba Felccated anta the IBM malnframe. A6 that time,

procmasing refmaining n Philadeiphia Accsiunts Managesment Canter.
RECOMMENDATION 1

IRS SRSE ard Wage ard Irmagiment (WAIT management should snsurs that b o ol
MaimibErs @nd fex Hembers Sodaifmented i Gdrenl publicaBons are oparable. H ks ia
ol Teasitile, @ recorded meassags should be uasd o direct the callsr bo e oormac
indaphons or fas rumber or the numbss showld e programmed to ol over b B coirmesc
telaphonn oF fax numbaor,

RECOMMEMNDATION 2
IRS SBUSE and WAl managemant should covrat afl Incomoct talophons numbso, fax
ruambiers, and mailing addresses |n thea publicalions. and forms thet are schedulsd for

revieion in Movember 2001, Updates shodild be sant a3 s300n &8 possibla o comect 1ho
indorrnation in the IRM and on the IRS Intanst. 1RS managemant should also ncluds
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ASSESSMENT OF CAUSE

CAF Consclidation and dotabass
el b : centralization rasulted in changed talsphang Aumbers,

CORRECTIVE ACTIONS

The Director, Tax Farms and Publications, Wl Dhvision, will revige Form

instructions and Publication 947 1o incorparaie n:n'l:t'r-uﬂnul rmhr:?::l{
rumbers, and maling addresses. The Chisd, Accounts Managemant, Palicy, Procedure
an] Guidelines, SBISE Division, will assune thal the Servicewide Elsctronic Res=arch
Program (SERP), Inteersst Tax Prolessional's Comer, and IRM 21 3 7 e renviged.
MPLEMENTATION

March 1, 3002 - revislons to Form 2848 Instructions and Publicaticn.

Deszambar 18, 2001 - updating SERP, the Inlemet, and the IR,

RESPONSIBLE OFFICIALS

Direcior, Tax Forms and Publications, WE&| Division
Chief. Accounts Managemant, Palicy, Procedune and Guidelings, SB/SE Divigion

Fleasa contact Steve Sora, Chief, Accounts Management, Palicy, Procedurs
Guidelines for questions related to he SE/SE comecthve 8cions. For WAl m:::n‘
actions, peass contact Carolyn Tavenner, Director, Media and Publications, for
additional informaton. Your staff can contact Jesse GonzalesVanessa Hicks at
[202) 283-0F55 for SB/SE or Siecey Beckar sl (202) 622-7822 for WAL —
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Appendix VI

Management’s Response to the Draft Report

DEPARTMENT OF THE TREASURY
INTERNAL REVENUE SERVICE
WASHINGTON, D.C. 20234

MAR 2 7 2002

COMMISSIONER
SMALL BUSINESS/EELF-EMPLOYED DIVISION MAR 2 7 2002

- . -

MEMORANDUM FOR TREASURY INSPECTOR GENERAL FOR TAX

ADMINISTRATION
%ﬂu’ a
FROM: 5‘\ oseph Kehde

Commissioner, Small Business/Self Employed Division

SUBJECT: Draft Response - Téxpayer Burden Can Be Reduced By
Ensuring That Taxpayers Have Accurate Information for
Submitting Power of Attorney Forms (Audit # 2001 10037)

| have reviewed your report regarding the processing of Form 2848, Power of Attorney -
(POA) and Declaration of Representative. Taxpayers use this form to notify the IRS

that a third party is authorized to represent them, or to authorize the IRS to release
information to a third party. The Centralized Authorization File (CAF) Unit of IRS ‘
processes and stores the data entered on this form. : S

To improve operations, we centralized processing of the Form 2848 from ten service .
centers, now called campuses, to three centers. This process began in June 2001. We
successfully placed the CAF units in the Memphis and Ogden Campuses for domestic
taxpayers and the Philadelphia Campus for International taxpayers. We also began
converting telephone and fax lines used by POAs and other representatives to notify the
IRS of their authorization.

During your audit, you found several inoperable or incorrect telephone and fax numbers,
which we had provided to the public before we completed the centralization of our POA
processing. As a result, you issued a memorandum on October 21, 2001 :
recommending we immediately correct these errors. We agreed several numbers were
incorract, and we moved quickly to correct as many of the numbers as possible.

We were unable to correct all the numbers and notify the public of the changes made
during the memorandum response period because we had not finished the revision of
several forms and publications. Additionally, our telephone carrier could not correct
technical problems. Further, we were revising the Internal Revenue Manual (IRM),
which provides instructions to employees. ‘

We agree with your report; all telephone and fax numbers should be corrected and all
publications and forms should be changed to show these corrections.
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Our comments on your specific recommendations follow:

RECOMMENDATION 1

SB/SE management should ensure that telephone numbers and fax numbers
documented in current publications are operational. If this is not feasible, a recorded
message should be used to direct the caller to the correct telephone or fax number, or

the number should be programmed to roll over to the correct tslephone number or fax
number.

ASSESSMENT OF CAUSE

Some telephone and fax numbers printed in IRS publications and other information

sources we provided to taxpayers to assist taxpayers in submitting POA forms were
obsolete.

CORRECTIVE ACTION

A lengthy review of the publications, fax numbers, and telephone numbers for the
Centralized Authorization File (CAF) Units was underway when you started your review
of this process, and we have since completed it. We revised all forms, publications, and
websites identified as sources of information. These include:

Publication 947, Practice Before the IRS and Power of Attorney (March 2002) and IRM
21.3.7.5.1, Processing Third Party Authorizations to the Centralized Authorization File
(October 2001) that provide practitioners and employees with the CAF fax numbers,
phone numbers, and addresses for the three campuses. In addition, our IRM provides

employees with information to direct practitioners to the correct CAF campus according
to client location.

Several telephone numbers we originally used for POA certification are now being used
for other functions, such as refund inquiries and adjustments. We have directed ‘
employees who answer these phones lines to give callers the correct phone and fax
numbers and correct IRS addresses. Whenever possible, we use a recorded message

to give callers the new CAF contact information when they call an obsolete CAF
number.

We tried to fix every line, however, some lines still ring “fast busy.” Our telephone
carrier, unfortunately, cannot resolve this problem. However, we have issued internal
Servicewide Electronic Research Program (SERP) alerts and messages to Internet
sites such as Tax Professional’s Corner and the Digital Daily to ensure that internal and
external customers are aware of CAF changes.
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IMPLEMENTATION DATE
Completed.
RESPONSIBLE OFFICIAL(S)

Ronald Mackey, Chief, Accounts Management, Palicies, Procedure and Guidance,
SB/SE CAS

RECOMMENDATION 2

SB/SE and W& management should correct all incorrect telephone numbers, fax
numbers and mailing addresses in the publications and forms that are scheduled for -
revision in November, 2001. Updates should be sent as soon as possible to correct the
information in the IRM and on the IRS intranet. IRS management should also include
information in the revised documents explaining that beginning in January 2002, POAs
will only be processed at the Memphis and Ogden Service Centers. Any changes that
may occur to the contact information for those two service centers should be included in
revisad printed material. In, addition, a statement should be added to the publications
directing taxpayers and representatives to 1-800-829-1040 for assistance if they have a
problem contacting a CAF unit.

ASSESSMENT OF CAUSE

Form 2848 and Publication 947 had not cleared through Notice Clarity Review and were
not approved for publication at the anticipated time.

CORRECTIVE ACTION

The instructions for Form 2848 (revised January 2002) are currently available to the
public  They list all current and correct information.

However, Publication 947 is not available. ltis in the final stages of approval for printing
and distribution. We have revised it to include the updated CAF telephone numbers
and addresses. The publication will go to print before the end of March 2002.

You aleo recommended we include updates and consolidation information in IRMs and
on the Intranet as soon as possible. We have placed the necessary information on
SERP. an intranet site. Our employees visit the site daily for instructions, procedures,
and new information, Additionally, employees have the updated IRM 21.3.7.3.1.1 (5) for

procedural information to assist taxpayers with the transition to the centralized CAF
units.
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IMPLEMENTATION DATE

Form 2848 — completed
Publication 947, April 2002

RESPONSIBLE OFFICIAL(S)

Ronald Mackey, Chief, Accounts Management, Policies, Procedure and Guidance,
SB/SE CAS

Chris Balzereit, Director, Media and Publication W&l

If you have any questions, please contact John Ressler, Director SB/SE Customer
Account Services at (859) 669-5557 or Ronald Mackey at (202) 283-0348.
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